
What does it all mean? 

 
The Readiness Roundup is supported by the Executive Office of Health and Human Services. 
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Have questions about 
EIM/ESM? 
 
Submit your questions 
to:  POS.EIM-
ESM@massmail.state.ma.us  

Dedicated to preparing agencies & providers for the Enterprise Invoice Management/Enterprise Service Management service   
 

Welcome! 
Did you know you can contact us? 
 
Send us your questions and topics of interest, or just email us to say “hi”. 
 
EIM/ESM will bring changes to your service management and billing 
processes.  We want everyone, agencies and providers alike to be well 
informed about the services available and the implementation process.   
 

We want to focus on the questions and concerns 
future users have about EIM/ESM.  Whether you 
have questions about hardware requirements, 
training, or have feedback on the system please 
let us know. 
 
Send us your questions, e-mail us your feedback.  
We’ll address those questions and concerns within 
the Roundup, and make sure you know exactly 

what to expect from EIM/ESM. 
 
Again, we want to hear from you! Please e-mail any questions, feedback 
or topics of interest to:  POS.EIM-ESM@massmail.state.ma.us 
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Acronyms have your head in a spin?  Here’s some help in deciphering all 
those letters. 

EIM: Enterprise Invoice Management 
 
ESM: Enterprise Service Management 
 
UT: Usability testing 
 
BSAS:  Bureau of Substance Abuse Services 
 
WHN: Women’s Health Network 
 
POS: Purchase of Service 

Acronym Scroll 
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Focus on System Features 

Readiness Update 

Usability Testing Continues  
Pilot users at DPH (BSAS and WHN) 
& DMH are Preparing for Usability Testing 
Phase II.  These users will help test the system 
by performing typical invoicing and service 
management processes.  Their feedback will 
help the development team ensure a user-
friendly system. 

In exchange for helping us test, the users get 
a sneak peak at the system and a chance for 
some early hands-on experience.   
 
Testing is scheduled for Feb. 8 & 9 (DMH),  
Feb. 14 (BSAS), Feb. 16 - 17 (WHN). 
 
BSAS Kicks Off 
In preparation for EIM/ESM implementation, 
the full network of BSAS providers is being  
introduced to EIM/ESM services and readiness 
activities, including a live system demonstra-
tion and overview of security, and organiza-
tion management.  Cost reimbursement  
contracts will be first to implement invoicing 
services. 

Just to refresh your memory 
 
Here’s what you can expect from 
EIM/ESM: 

 
Enterprise Invoice Management (EIM) 
 
• EIM provides a simple, standard, and 

automated method of reporting services 
and invoicing for purchased services, 
regardless of which EOHHS agency a 
provider does business with.  

 
• EIM enables easy access to informa-

tion. Was an invoice received?  
When will a payment be made? 
What’s the maximum client capac-
ity of a contract?  Providers can 
easily access this information 
online. 

 
• EIM validates and adjudicates invoices 

and claims electronically, so processing is 
quicker.  

 
• EIM offers many financial reports for both 

provider and agency use. 

 
 

Enterprise Service  
Management (ESM) 
(DPH only) 
 

• ESM automates the 
eligibility process, so  

eligibility determination is 
immediate and nearly  

error-free. 
 

• ESM allows providers to 
enroll eligible clients online, 

generate a consent form, 
and refer clients elsewhere 

when appropriate. 
 

• ESM enables online service 
planning and case  

management, and referral tracking, which 
facilitates easy invoice and claim creation. 

 
• ESM collects demographic  

 information for agency and provider  
reporting purposes. 

  

EIM will continue to support Ready  Payment options for some contracts. 

Did 
you 
know 



Before & After 
I n v o i c i n g .  .  .  b e f o r e  E I M          .  .  .  w i t h  E I M  

Training Corner 
New services and processes means a new way of doing business.  What training 
and support are planned to ensure you know exactly what to do? 
 
Pilot training is scheduled for mid-late March – right before rollout.  Training will be 
instructor-led and hands-on, so users can practice new processes in the EIM/ESM 
environment.  The implementation team will work directly with you the first few 
weeks of implementation to help you use EIM/ESM. 

 
Job Aids and User Manuals will be distributed during training and available for download online. 
And, of course, the Virtual Gateway Help Desk is available to respond to your questions during  
business hours (9:00 am—5:00 pm) at 1-800-421-0938. 
 
Questions about training? Please email us at POS.EIM-ESM@massmail.state.ma.us . 

 
 
Right now, there are 20 systems and  
databases involved in invoicing and service 
data collection across the EOHHS.  

 
Providers that  
contract with more 
than one agency 

must use multiple  
systems, some automated, some  

manual.  
 
Providers have no easy way 
to confirm the agency has  
received an invoice or 
claim, track processing or 
payment, and find out why a 
claim was adjusted. 
 
The mix of automated and manual systems 
means some agencies process invoices faster 
than others.  

Gone are manual steps, paper 
forms, and multiple systems, 
lifting some administrative  
burden. 
 
Replacing the paperwork, EIM 
offers a simple, online method 
of reporting service data.  
 
Service data becomes a Service Delivery  
Report, which providers can submit as a claim 
with the click of a button.  Invoicing is even  
simpler. 
 
Claims, invoices, and payments can be 
tracked online.  Contract information is avail-
able, and line item adjustment requests can be 
generated online. 
 
Thanks to automated validation and  
adjudication, processing is faster and payment 
should arrive sooner. 

 How do I bill for 
this service? 

 Where is 
my check? 

 Why was this 
claim adjusted? 
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Upcoming Events 

Submit your EIM/ESM questions to:  
POS.EIM-ESM@massmail.state.ma.us  

  

 
The Readiness Roundup is supported by the Executive Office of Health and Human Services. 

We look forward to continuing to meet with agency and  
provider staff to help them become more acquainted with 
the EIM/ESM Project.  Upcoming venues include:  
 
 
• BSAS Northeast Regional Meeting:  Tuesday, February 

28th, 9:30—Noon, Tewksbury Hospital. 
 
• BSAS MetroWest Regional Meeting:  Wednesday, March 

8th, 10:00—Noon, Massachusetts Hospital School, Canton. 
 
• BSAS Central Regional Meeting:  Tuesday, March 21st, 

9:30—Noon, Department of Recreation & Conservation. 

Thanks to everyone who participated in the January  
Requirements Sessions, whose goal it was to confirm,  
document and agree to the full set of functional and  
non-functional requirements for a fully operational system for 
July 2006. 
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